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ABSTRACT

The objectives of this study were to 1) explore needs for a client relationship system of
SMEs credit users and 2) explore client satisfaction with the Kasikorn Thai bank’s SMEs credit
service. A set of questionnaires was used for data collection administered with 250 SMEs credit
users of Kasikorn Thai Bank, Thaphae branch.

The results of the study were needs for client relationship system of Kasikorn Thai
Bank’s SMEs credit users, Thaphae Branch, Chiangmai Province. The informants needed of the
service on information provision when there were new activities or products (80.8%). Besides,
they needed information inquiry service or problem informing through telephone, internet, or
website of the bank (84.4%). They needed convenient and easy process on the approval of a sum
of money of the loan (80.0%). They also needed after service care-taking counseling in business,
documents in service (89.6%).

As a whole, the respondents had a high level of satisfaction with a client relationship
system (; = 4.00). The following factors were found at a high level in SMEs credit service.
Both of them have the same mean of 427, which is satisfactory in the customer system.

The rescarch also found that, the service had a highest level of all elements (;c =4.01),as
a whole Which is the highest score of client satisfaction with attentive and friendly with our
customers ( x = 4.42).

The performance of services had a high level of elements (;= 3.88) and the client

satisfaction with Queuing systems used for banking services (; =4,03), as well.



